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HOJM3SAHE HABOA KOHKYPEHTHOCTH Y 
YCJIYTAMA HMILIEMEHTADHJOM TKM 


Caxetak: CappeMeHH KOHIECIT KBayINTeTa HariallaBa Kyla Kao jeqMHu Me- 
pogqaBHu (akTop 3a Mpoueny KBasINTeTAa, Ila ycliex Ha TpKMLITy OCTBapyjy CaMO OHH 
KOjH IIpou3Boe mpeMa 3axTeBHMa Kyla. TpxxHUIHH HayHH MOcOBarba, OTBOpPe- 
HOCT MehyHapogHOr TpxKHLITa UM OLWITpa KOHKypeHuvja HamMehy noTpe6y mpumene 
MOJepHor KOHUerTa KBarutTeta. KBatuteT Huje ako WedpuHucaTH, jep je y WHTaby 
V3Y3eTHO CIOKeH (PCHOMEHAINU TO je H3y3eCTHO C1O%KeH (PEHOMEH KOjH ce npuMehyje 
y pa3IM4HTHM KOHTCKCTHMa (HIP. KBaJIMTeT MpOM3BOAa UH YCIlyra, KBaJIMTeT 9KHBO- 
Ta, CHCTeM KBaJINTeTa, CTaHJapaqM KBasIMTeTa ...) H MOKe OMT OMMCaH pa3HHM aT- 
puOytuma. Kommanuje koje yciieBajy a Ope pacT NPOAYKTMBHOCTH HM TexHOJIO- 
UIKH Halipefak Takohe cy y cTawy Ja pate Kopak ca KOHKypeHTCKHM IpeqHOcTHMa 
Ha TpxkKuWTy. KoHKypeHTHOCT Halje 3aBHCH Of CIOCOOHOCTH HeHe CKOHOMHje ja 
WHOBUpa U yHalpehyje. butw KOHKypeHTaH, y WaHallHbHM yCIOBMMa TocuOBarba, 
3Ha4dH OCHTypaTH KOHTHHyHpaHH pact u pa3Boj. [loOoWaBatbem KBaJIMTeTa, KOM- 
Tanja npyxa Behy qudepenunjauHjy y ofHOcy Ha puBale mpyxajyhu Behy Bper- 
HOCT y o4MMa Kynala. Lvs MOgepHe KOMMaHuje je MOOOJWawe CBMX aciieKaTa 
KBaJIMTeTa KOjH Ce OMHOCe Ha MIpOu3BOe MIM ycsIyre, KaO HM AKTHBHOCTH, TIpowece 
opraHH3alHoHy CTpyKTypy, yctloctaBJbarem TQM kouuenta. 


Kubyune pean: xKéatumem, cucmem Keantumema, cmanuoapou Kéanumema, 
KouKkypenmuocm, TKM xonyenm 


KBasInTeT 4 CHCTe€M KBaJINTeTa 


Cuctem kBasIMTeTa je CHCTeM yipaBsbarha KOjH JOBOAM Oo MocTH3akba TocTa- 
BJbeHHX WJbeBa y MOrieqy KBasIMTeTa NOCNOBara MU MpyxkKatha ycsyra. Cuctem ce 
cacTOjH Of OpraHu3allMoHe CTpyKType, OATOBOpHOcTH cyOjekaTa y opraHH3alyjn, 
Tipoweca H pecypca ToTpeOHHXx 3a yupaBsbarhe CHcTeMoM. OpraHu3allje koje uMajy 
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CHOXKeHY CTPyKTypy y KOjOj MOCTOjH YHTaB HH3 OAHOCA Koj oApehyjy HUXOBO To- 
Halllatbe, MOCOBaKbe, ypaBsbahe HM pa3BOj, HaWia3e Ha WoTewIKohe y AocTH3aby 
KBaIMTeTa. YiIpaBJbakbe TAaKBUM OpraHH3al{MjamMa je TelIKO, jep OHE 4ecTO HMajy 
BeJIHKH Opo] y4ecHuKa pa3sIM4HTHX Tpodusa, MOTHBa H HHTepeca, a TocebaH mpob- 
JI€M IIpeCTaBJba IIPOMCHJBUBOCT YCuIOBa y OKpyxKewy. TpeOa ycBojuTu HOBy (usI0- 
30H]Y MW MONMTHKy KBasIMTeTa ca TAYHO e~MHHCaHUM MexaHH3MuMa HM MoryhxHoc- 
THMa cTaHyapzMsaunje. Pemieme je ipea3ak Ha MOTIYHO yipaBsbarhe KBaJIHTeTOM 
y opraHH3alvju, Kako OM ce MOCTHTao KBaIMTeT WeOKyMHe OpraHvsallije, CBakor 
HeHOr jlela H CBaKOT 3allOCJIeHOr, Y UWJby MCIyHerba 3axTeBa CBX 3aHHTepecoBa- 
HHX CTpana. 


KpasIMTeTOM Ce CMaTpa HCIlyHerwe %*KeJba Kyllalla H CBUX 3aHHTepecOoBaHHXx 
cTpaHa (3alOcjIeHux, capaqHuka, BacHuka, 3ajeqHuue), Koje ce yTBphyjy y muca- 
HOM OOJHKy, YCMeHO JoroBapajy WIM HeHTHPUKyjy OOpayqoM MapKeTHHUIKHX T10- 
qataka. 

Cuctem KBaIuTeTa je eo CHCTeMa MOCOBHOr yipaBsbarha KOjM yKIby4yje: 
opraHu3aljy mpezy3eha, WiaHupare aKTHBHOCTH, OJTOBOPHOCTH, lpakce, mpore- 
Type, ipolece u Apyre HeonxoyHe pecypce 3a IpHMeHy, MOcTu3abe, OLeHYy, Op- 
*KaBalbe HW WpOMeHy (MoOoJbWabe) MOUHTMKe KBayIMTeTa. CHCTeM yiIpaBJbarba KBa- 
JIMTETOM HacTojH Ja oOjeqMHU CBe eJIeMeHTe KOjJH yTHYy Ha KBaIMTeT TpoM3BOra 
WIM yclyra opraHvsaunje. MenaliMeHT HMa KJby4Hy yIOry y TOM IIpowecy, a orse- 
ya ce yY IpHMeHH MOJepHor IpvicTyna y opraHH30Babby HM yiipaBlbaly opraHH3ali- 
jom. 

XapsBapyacku upodecop Tappun ugzenTudukowao je WeT OCHOBHHX IIpHcTyna 
HactTojehu qa AepunUue KBamuTet (CapBun, 1988): 

1) TpaHcueHyeHTHH Upuctyn; 

2) IpHcTyMI 3acHOBaH Ha MpoHu3BoLy; 
3) IpucTyM 3acHOBaH Ha KOPHCHHKy; 
4) IIpucTyl 3aCHOBaH Ha MIpOH3BOUHH; 
5) IIpuctym Ha ocHoBy BpewHOcTH. 


TpaHclleHJeHTHH MpHCTyM 3aCcHOBaH je Ha CxBaTabby Ja je KBaJIMTeT HeMOry- 
he mpeqctaBuTu y jeqHOj, yYHuBep3aIHoj WepuHHUMjH, OMHOCHO a CBaKO Ma CBO]Y 
TePuHUW]y KBalIMTeTa IpeMa HHAMBUAyaIHUM mpedepentujama. Y ToM cmuciy, 
Robert Piercing (2003) 3aKsby4yje: ,,... UaKO ce Keajlumem He Mootce Oe~uxnucamu, u 
Oae je jacHo wma Keanumem 3xauu’”. Taxohe, John Stewart (McKinsey Consul- 
ting) jeqaH je Of, THNMYHMX TpesCTaBHUKa oOBOr Mpuctya Koju Bepyje: "He nocmo- 
ju jeduxncmeena Oedbunuyuja Keanumema ... Keanumem je ocehaj 0a je Heumo bose 
00 Heue2 Opyeoe. Merea ce moKom sbyOCKoOe2 oCUeOMA, Merha Ce OO 2eHepayuje OO 
2eHepayuje, a mo y BeluKO] Mepu 3aBUCU OO MHOZ2UX aCneKaMa 4OBeKOGe AKMUBHO- 
cmu’”’. Cneyehu craBoBu yrpahenu cy y oBa 3allaxkarba O KBaJIMTeTY: ,, (1) Keatumem 
je ,,ocehaj”’, mj. cyojexmuena Kamezopuja; (2) Keasumem ce npeno3Haje Ha OCcHOBy 
nopeheroa; (3) nepyenyuja npomene Keatumema moxkom é6pemena; (4) Keanumem 
3aeucu 00 MHO2UX acneKama swyOCKe aKmu6HOCMU - HNP. Kpeamuenocm, noceehe- 
HOCM, BeluMUHe, NDeyUu3zHOCM, OOCAedHOCM, OucyunaUHa umd.” 

IIpuctyn 3acHoBaH Ha MIpou3BOAy MpBH IyT Ce MOjaBHO y CKOHOMCKO] JIMTe- 
paTypu WU TpeTupa KBaIMTeT KaO pe3yITaT KBAHTHTaTHBHUX, Tj]. MepJbHBUX KapakTe- 
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puctuka mpousBoja/ycryra. Crora ipvctaMie OBor Mpuctyma TBpAe Wa je KBasn- 
TeT OOjekTHBHa KaTeropHja. Takohe, ucTuuy a cy pa3ziuke y KBasIMTeTy CcBeyeHe Ha 
pa3JIHKe y KOJIM4HHH 2KeJbeHOr CacToO]Ka HIM aTpHoyTa UpousBoga (A6om 1955). Ha 
IipHMep, O KBaJIMTeTy Cllaqoueqa MOxKe ce CyXMTH MO KOJIMYHMHH MJIeuHe MacTH, 
yokollage Wim Boha, a He caMo 110 yKycy. TelMcn Koj MMajy BHIUe ,,4BOpoBa” y 
TKalby 10 jeqMHHUM MOBpIIMHe CMaTpajy ce KBaJIMTeTHHJMM y Topehermy ca Tenn- 
CHMa KOjH HMajy HIDKy ryCTHHy TKalba M3MepeHy peMa HCTHM KpHTeprjyMuma, Ta 
je Wu3ajH JogaTHa BpegHoctT. Osaj mpuctyl Noapa3syMeBa ja BUCOK KBaJIMTeT yK- 
Jbyuyje BeJIMKe TpollkoBe, Tj. BucoKy eHy. MehyTum, pasyMeBarbe KBalIMTeTa Ha 
oBaj HauHH MMa OrpaHHyeH ollcer HM cTora He Moxe OuTH yoruITeHoO. Ha mpuMep, 
KBaJIMTeT jesia He 3aBHCH CaMO OJ KOJIMYMHe CacTojaka, Beh M Of Hada Ha KOjH ce 
TH CacTOjUM KOMOMHY]y Hu Mpuipemajy. Taxohe, ecretTuka je BeoMa BaxKaH (akTOp 
KBaJIMTeTa NPOM3BOMa, aI ce He H3paxKaBa OpojeBuMa HM He MepH HHCTpyMeHTHMa, 
Beh cyOjekTHBHUM ocehajem kynata. Konayno, cTaB a ce KBaIMTeT peno3Haje 0 
BHCOKMM IeHaMa Moxe ce ocllopuTH. BucoKke WeHe 4ecTO yKa3yjy Ha HeeuKacHOcT 
y IIpOH3BOUEH, a He Ha KBaJIMTeT MpOM3BOMa, OCHM Kaya je y WMTawy pydHa Tpon3- 
BoyHa. 

IIpuctyn 3acHoBaH Ha KOpHCHHKy Toua3H OJ MpeTUOcTaBKe fa je HajBHUIM 
HHBO KBaJIMTeTa y IpoH3BOquMa/ycilyraMa KOjM HajOoJbe oToBapajy MoTpebama u 
*KeJbaMa oTpomaua. Y MapKeTHHIIKO] JIMTepatypH oBaj mpuctyn he OuTu 
Iipetio3HaT y TeMaMa TlocBeheHuM 3aOBOJBCTBY Kyllalla (KBaIMTeT je KOMOMHaLHja 
CBOjcTaBa TIpou3BO4a KOjH MpyxXajy HajBHLIM HHBO 3a0BOJbCTBa WHJbHe rpyrie 
moTpouiaya). Y eKOHOMCKOj JIMTepaTypH OBO 3allaxKalbe KBaIHTeTa MOXKe Ce YOUTH 
Kaya ce oOjalmbaBajy OCHMalnje KpuBe Tpaxbe 3a opeheHHuM TpoHu3BO0M (BHI 
HHBO KBaJINTeTa v3a3Bahe noBehaHy NoTpaxKwHy HU oOOpHyTo). Takolhe, Ha HHBOY 
OlepaTHBHOr ylipaBJbakba TMOCTOJH CXBaTaHhe fa KBaIMTeT ofpehyjy dyHKuNyje 
IIpoOH3BOa Koje cy y BeIMKO] Mepu mpuarohene 3axTeBuma noTpouiaya. Mehytum, 
6e3 OO3Hpa y KOM OOJIMKy je H3paxKeH, KOPHCHHYKH 3aCHOBaH TIPHcCTy cyouaBa ce 
ca 4Ba Kby4Ha u3a30Ba. IIpBo, NoTpomayKe mpedepenunje cy BeOMa pa3HOuHKe 
IIPOMeHJbHBE, Ia HX je TELIKO OOjeqHHUTH UH TOTOBO HeMoryhe UpelH3Ho u3pa3HTH 
y peasIHOM BpeMeHy, OCHM aKo Ce He IIPHMeHH CaBpeMeHH MeTOJ e-MOCIOBarba, Kao 
wTo je LPM. 

Jlepunnunja KBasluTeTa 3aCHOBaHa Ha KOPHCHHKy He MOxKe OMTH KOHKpeTHa 
WM UpakTwuna ako Hcy yTBpheHe moTpebe, 3axTeBH, %KeJbe HM OYCKMBaba TOTPO- 
maya. Y OKBUpy OBOr NPHcTyMa MocTaBlba Ce MHTawe KaKO pa3JIMKOBaTH aTpHoOyTe 
KOjH NOAMWKY KBaIMTeT MpoH3sBOa OF aTPHOyTa KOjJH MaKCUMH3Mpajy 3aOBOJbCTBO 
noTpomaya. CBakako MOcTojH Be3a H3Mehy cBOjcTaBa Koja MOTpoMia4H Mpedepupa- 
jy M cBojctaBa Koja ce OMHOCe Ha KBaJINTeT, aid He MOpa HYKHO OUTH 3HaK jesHa- 
KocTH Mehy Huma. Ha npumep, TpajHocT mpon3Boa je jeqHO OJ, BaXKHHX CBOjCTaBa 
KBasuteta. Mehytum, Heke MOTpoulayke rpyile Upedbepupajy HHCTAaHT TpousBore y 
cklaqy ca MOXHHM TpeHAOBUMa HW 3aHeMapyjy KapaKTepHcTHKe AyroBe4HOCTH Kao 
NOTBpAY KBasIMTeTa IpOH3BOAa. 


IIpuctyn 3acHoBaH Ha MpoOv3BOAHu (PoKycupaH je Ha MOHYAyH (3a pa3zHMKy 
oO] Ipuctyla Ha OcHOBy MoTpaxkbe). KBautet ce, IpemMa OBOM CxBaTalby, ofpehyje 
cheyu@ukalHjama npon3Bo0ya. Caaku NpoM3BOd KOjM UcIlyHaBa WedpuHucaHe Tpou- 
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3BONHe CTaHyapye UciIlyHaBa KpHTepHjyMe KBasIMTeTa. Of UpBor Kopaka, WH3ajHa, 
WO KOMeplMjamn3atuje - cBe je NoApeheHo uHKeHepcKO] Joruuu. Y TOM cMNCILy, 
KBaJIMTeT Ce ToHcCTOBehyje ca TeXHOJIOWIKHM MOCTYIMHMa HM KOHTPOJIOM Kako On ce 
3a0Kpy2KHO Tpov“3BogHH WMKIyc. Lub KOHTpOse je Wa ce WTO mpe yTBpze Moryha 
OWCTyatba OJ, MOCTAaBJbeHHX CHeuMpuKalHja: IpOBepoOM MaTepHjasia H KOMIMOHeH- 
TH, MO{eWaBaweM OlpeMe UH allaTa, MepereM HaKOH cBake (pa3e y MpOH3BOTHH, 
YCHMTHBaweM MpoToTuna uty. Ha Taj Ha4HH ce CMalbyjy TPOLWIKOBH, jep je pallno- 
HayIHHje CIMMMHUCaTH Hporycte y paHvjum (ba3ama, Hero moByhu roToBe MmpoHu3Bo- 
We Ca TpxKMIUTa UM peliMTH xKa0e NoTpomaya. Mehytum, oBaj mpuctym Moxe OuTH 
MOTHYHO MorpeliaH aKO ce HCIIOcTaBM a Ipou3BOqM y MOTIyHOCTH MCIlyHaBajy 
cheyHpukalHje 1pon3Bohaya, aM He yOBOJbaBa]y MoTpeOama MoTpouaya. 


IIpuctyn 3acHoBaH Ha BpeqHOCTH y3HMa y OO3Hp KpHTepHjyMe TpouIKOBa 
vm WeHe. IIpema oBoM cxBaTaby, KBaIMTeTaH NIpoH3Boy Upyxka meppopmanHce 10 
lipHcTrynayHoj wen. Ha ocHosy Tora ce Moxke 3aKJby4HTH Ja he Mehy ucTuM WIM 
BPJIO CIIMYHHMM IIpOH3BOHMa KBaIMTeT TpeBsayqaBaTH Ha CTpaHu Wpou3Bora 4HyJa je 
yeHa Hwa. JIpyruM peduMa, KOMUaHHja TpeOa fa 3a0BOJbu TOTpeGbe, OAHOCHO 
3aXTeBe KOPHCHHKa, aI 10 WeHH Koja je MOBOJbHUja y OAHOCY Ha KOHKypeHUMyy. 
Hajpeha BpegHocT 3a KOpHcHHKa (BpeAHOCT Kyla) je HajMOBOJbHYja KOMOnHaLIHja 
KBaIMTetTa H WeHe. Mehy Hajno3HaTHjH4M 3arOBOpHHUMMa OBOr TIpuctyna je 1o3sHaTH 
aMePH4KH CTpyumbak 3a KBaluTeT Armand Feigenbaum (1965), koju je ucTakao ja 
KBaJIMTeT 3HadH HajOojbe TO oApehenum ycOBMMa KoOje NOcTaBJbajy NOTpomayn: 
(a) a nocTojH MoryhHocT cTBapHe ymoTpede mpon3Boza u 6) mpuxBaTJbuBa 
pofajHa WeHa mpon3poya. Cirm4aHy Wepunuuujy u3Heo je Robert Broch, koju 
Bepyje fa je KBaJIMTeT CTelleH H3BPCHOCTH MO UIPHcTyMayHoj] WeHH UM KOHTposa 
BapH]aOvWIHOCTH 110 IpuxBaTJbUBO] WeHH (Broh, 1982, ctp. 3). 

Y caBpeMeHoj TeopHjH HM Wpakcu 4ecTO ce KOpHCTH AeduHULNja KBaIMTeTAa 
Koja je UpescTaBsbeHa y Hajpaciipoctpawenujoj cepuju MehyHapowHux cTaHzapya 
ISO 9000. IIpema crannapay ISO 9000 (Cuctemu ympaBJbarha KBasIMTeTOM - OCHOBE 
wm peyHuK, 2015), kBanMTeT ce cxBaTa Kao CTeIIeH Y KOMe CBOJCTBeHe 
KapaKTepHcTHKe McIlymaBajy 3axTeBe. Y oBoj AepuHHUMjM MocToje WBe KbyyHe 
o_peyqHHe KBaMTeta: 

(1) Kapaxtepuctuke u 
(2) 3axTeBn. 


KapaktTepuicTuka je CBOjCTBO Ha OCHOBY KOra ce IpaBH WIM youaBa pa3JIMkKa. 
Moxe OTH KBaIMTaTHBHa WIM KBaHTHTAaTHBHa. OBaj TepMHH Ce KOpHCTH y pa3- 
JIM4HTHM KOHTCKCTHMa - Kao KapaKTepHCTHKe MmpoH3Bosla/ycsyra, 3aTHM TMpolecn u 
y HajlMpeM CMMcJIy Kao KapakTepHicTuKe cucTeMa. Y KOHTeKCTy POM3BoOAa HU yc- 
myra, KapakTepucTuke Mory OnTH: pu3sv4Ke (MexaHW4Ka, eJIeKTpH4Ha, XCMHJCKa 
WIM OMOOLMIKa CBOJCTBA), 3ATHM CEH30PHE (CBOJCTBa Koja ce Heplunupajy 4ysuMa), 
KapakTepHcTHKe TMoHallawa (Hp. JbyOa3HOCT), KapaKTepHCTHKe MOBe3aHe ca Bpe- 
MCHCKOM JIMMeH3HJOM (HIP. TayHOCT), KaO H eproHOMcKe WIM PyHKUMOHaHe Kapa- 
KTepHCTHKe. 

Cnegeha ofpequuua y TedpuHHuWjH KBaluTeTa TpemMa HH3y MelhyHapowHHXx 
cranyapya ISO 9000 cy 3axtesu. Tepmun ,,oTpaxwa” nonpa3yMeBa u3paxKeHy 
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TloTpeOy WIM OYeCKHBarbe 3aMHTepecoBaHHux cTpaHa. JJaksle, IIpeMa OBOM CxBaTalby, 
KBaJIMTeT HHje To”pehen camo noTpomaunMa, Beh WMpeM Kpyry eHTUTeTAa (BuIaCcHH- 
UH Kallutaia, 3allocueHu, JoOaBJbauH, peryaTOpH, ApyITBoO). 


Wurerpicann cucremM yipaBsbawa 


Camo cyOjeKTH KOjM McIlyHaBajy 3axTeBe TpH OuTHAa aciieKTa Mory yhu u 
OUpxKaTH TioOaIHO HM WHOepauHO TpxXHUITe: KBaIMTeT, WeHe H BPCMeHCKH OKBUp 
ucnopyke. Ilo M0jMoM KBaJIMTeT He Topa3yMeBa Ce CaMO KBaJIMTeT IIpOH3BONa UH 
yciryra, Beh MHOro WMpe - KBasIMTeT MHTerpasHor (yKyMHOr) MocIOBarba OpraHH3a- 
Wuje, KOjH yKIbydyje 3allTHTy *KMBOTHE CpeHHe, Mepe 3a 3allITHTy 34paBsba U Oe3- 
OeHOCTH JbyIM HM MHOra Apyra WesIMMM4HAa ypaBsbakha CHCTeMa UT. Y TOM KOH- 
TeKCTY, IIPeMOpy4bUBO je CTBOPHTH UM MIpHMeCHHTH HHTerpucaHu CHCTeM 3a WeOKy- 
THO HW KBaJIMTeTHO yiIpaBJbakbe WeOKYNHOM OpraHH3al{HjOM (M03HaT LIMpoM cBeTa 
kao Muterpucanu cictem ynpaBybara 166IMS), miro 3Ha4uM Ja cy HaBeyeHu CHCTe- 
MH WM Apyr CHCTeMM HM YCIOBM MOBe3aHH UM Aa opranu3alnja TpeOa Wa Oye MHTe- 
rpucana y jeqaH cucteM. YcrieliHa HHTerpalivja CBUX CHCTeMa, T]. WesIOKyMHO I0c- 
JIOBae OpraHH3allHje OAHOCH ce Ha CHCTeM yiIpaBsbarha KBaJIMTeTOM IIpeMa cTa- 
Hyapyuma cepuje ISO 9000. Ja je Moryhe crBopuTu Ww IpHMeHuTH HHTerpucaHH 
CHCTeM yupaBsbalba, oKa3yje 4HHeHHa Za cau MCO crangapyan uMajy 3ajeqHHuKe 
KJby4He eJIeEMeHTEe. 

Viuterpucanu cucTemMu yiipaBJbalba MOry OHTH OJ BEJINKe Bax%KHOCTH 3a KOM- 
TlaHWje 3 3eMajba y TpaH3HUMJH, jJep IpeyctaBlbajy eduKacHO cpefCTBO 3a Jayabe 
KOHKYpeHTCKe IIpeqHOcTH Ha ruoOamHOM TpxulTy. Haume, yMecTto jyropouHe 
u3rpayibe KoHUerITa TQM onu y Kpahem BpeMeHcKoM TepHogy Mory nocTuhu yH- 
JbeBe TIOCIOBHE H3BPCHOCTH 3acHOBaHe Ha IIPHMeHH jeqHor No jeqHor Moya HH- 
TerpHcaHux CHCTeMa yIIpaBJbalba, Ha OCHOBY ycarwlallieHocTH ca MelyHapoqHuM 
cranyapyuma ISO 9001, ISO 14001 u ISO 18001. 


IIpsa uctopujcka (ba3a y yipaBsbay KBaJIMTeTOM Ona je HHcHeKUHja (MH- 
clekKUMja KBaIMTeTa) Koja je OFBajae ToOOpux of NOWIMXx MpowsBoya. Y nojenn- 
Ha4HO] MIpOH3BOAHH, Ha IIpHMep y 3aHaTcTBy, NpoM3Bohay je Morao Ja lpero3Ha H 
ucnpaBu rpemky. [Ipema mpou3sBohayepom pa3yMeBalby KBaJIMTeTa, Ha Kpajy mpou- 
3BOAHOr Mmpoleca OHM cy MperseqaHn u coptupanu. Mehytum, nojaBom MHAycTpH- 
jamM3aluje MW MaCOBHe IIpOM3BOe Ca HeKOJIMKO IIpOH3BORHUX JIMHMja, MojaBy 
rpeliaka M Mponycta Texe je younTH. Takohe, y TakKBUM yCJIOBMMa ,,Bupyc” jeqHe 
Tpelliike WIM IIponycta MOxe ,,3apa3HTH” 4HTAaBy CepHjy MpoHsBoya, WITO NosApa3y- 
MeBa Il0jJaBy MaCOBHE IITeTe. 

Y ckialy ca pa3BHjeHOM HHAYCTpHjcKOM HoseIOM pasa, 3aflaTak mpoBepe 
KBaJIMTeTa MIpOu3BOAa MOBepeH je CIeIMjaiM30BaHHiM KOHTpOJIOpHMa, KOjH cy Ha 
OCHOBY HCIIMTHBarba H Mepetba, WIM ynopehuBara ca JeduHucaHuM cheuMpukalH- 
jaMa, olleHuBaIM Tpow3sBoye. YcnoctaBsbawe ope yHkKuNje y mpexy3echuma 03- 
HayHsIo je yla3akK y TepHod KOHTpoye KBamuTetTa (KonTposa KBamuTeTa). Opranu- 
3allMja KOHTpose y IpBuM (adpHkKaMa ToOcTaBJbeHa Je Ha Kpajy Mpou3BOAHOr po- 
yeca, pe WakoBakba, CKaqMUITea UM UCHOpyKe TOTOBHUX TpoH3Boza. Y OBOM T10- 
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JOKAajy KOHTpOOpH HHCY MOrsIM Wa ciipeye nojaBy oTMaya, Beh cy camo KOHCTATO- 
BallH WTeTy Koja je Beh Hactaya. 360r Tora je oKyc KOHTpoe yOp30 mpebaueH ca 
Tipou3Boya Ha mpahewe wWesoKymHor Wpoueca, mokywaBajyhu 4a y3 Momoh Harper- 
HHX CTATHCTHYKHX MeTOsa OaroBpeMeHo TpoHahe u yKIOHH y3poK rpeliaka. 3a- 
XBaJbyJYhH OBOM IIpHCTyIly, KBaJIMTeT Y MpOH3BORHH je 3HadajHO TOOOJbUIAH, as 
HH TO HHje OHIO OBOIBHO Ja OU Ce YHOBOJBUIIO CBE CTPOXKHM 3aXTCBHMA KBaJINTe- 
ta. IIpaxca je mokKa3ayia a ce ofpehene rpeliike uM MpomycTu KojH 3HayajHo yTHyy 
Ha KBaJIMTeT JaBJbajy BaH IIpOH3BOAHOr Ipoweca. 


YupaB.bawe KBaMTeTom — TQM 


IIponasaxkewe MU ykKJlabatbe y3poKa rpelllaka 3axTeBalIo je Ja ce KOHTposa 
KBaJIMTeTa MpOWHpu HW Ha Apyre Wpoece Kao LITO Cy NpojeKTOBakbe MU CepBucupa- 
we. To je Ou0 yBoy y HOBYy (ba3y pa3BOja KBasIMTeTa - OCHTypatbe KBasIMTeTa. Y OBO] 
(pa3H, KBaJIMTeT Ce TOcMaTpa Kao pe3ysITaT (yYHKUMOHMCalba LesOKYMHOr cHcTeMa 
yCIIOCTaBJbeHOr Y OKBUpy OpraHu3allHje, UHjH je WHJb 3aOBOIbere 3axTeBa TOTpO- 
maya. Jjakiie, KOHTpolla KBasIMTeTa Ce He CXBaTa caMo kao *byHKuja, Beh wu kao 
CBOJCTBO CHCTeMa KBaJIMTeTa C IMJbeM MOCTH3aIba CTaHOr MoOosbawa. UctTospe- 
MCHO, aKUeHaT je CTaBJbeH Ha IpeBeHUMjy Koja cTBapa ycuoBe Ja ce H30erHy rpeul- 
Ke H IponycTu, a He esIMMHHMULy Mocneguue. lopez Tora, aKTHBHOCTH OcHrypatba 
KBaJIMTeTa MOpajy ce TWlaHupaTH, KOHTHHyMpaHo HW CHCTeMaTCKH OpraHv30BaTH. 
AdupMalujom opor Mpuctyia, opranu3aluje cy movese Ja rpaye CHcTeMe KBaJIH- 
TeTa, a OBaj TpeHy je 3HadajHo yOp3aH HakoH 1987. roqMHe oOjaBsbuBabem Cepuje 
craHgapaa ISO 9000. Haume, opranu3aunja He (yHKUMOHMUIe M3070BaHO, Beh je 
WHTerpucaHa Y %KMBOTHY cpequHy. YTuuajH 3 CHOJbHOr OKpyxKeHba MCIyHaBaly 
3aXTeBe CBHX 3AHHTepeCcOBaHHXx CTpaHa, 3HayajHo oApehyjy MocuoBake HU 3aTO ce 
Mopajy y3eTH y OO3Hp y OopOu 3a NOcTH3awe BPXYHCKOr KBaIHTeTa. OBaj TpeHyTHH 
IIPHCTYI Ha3HBa Ce yIIpaBJbake YKyMHHM KBaIHTeTOM (TQM). 


Tepmuu ,.lotiyHo yipaBsbare KBamutTeToM” (Total Quality Management) 
aMepHuka MOpHapi4ka KOMaHya Ba3{yWHHX CHCTeMa IIpBH IyT je ymoTpeOusa 
1985. OBaj TepMuH y MTepaTypH MMa BpIO pazM4HTa TyMayerba. Valsh, Hughes u 
Maddok yepunnury TQM kao nocnoBny duno3s0dujy koja npexctaBsba oOpaszall 3a 
MOCTH3abe OpraHH3allMOHOr yciiexa KpO3 3aOBOJBCTBO Kytiaya (Valsh u cap. 2002). 
IlyHo onmmpunjy qedbunnunjy upezctapunu cy Pike u Barnes, Koju Bepyjy wa je 
TQM kopmopatuBHa TocioBHa Puo30puja Koja WoApasyMeBa HepacKHAMBy Be3y 
wu3Mehy MOcOBHHX WHJbeBa Opranu3aluje u WoTpeba moTpomaya. Uctaknm cy fa 
TQM ocurypaBa MakcuMasIHy HOCHOBHY e(PUKacHOCT HM eeKTHBHOCT 3acHOBaHy Ha 
IIpollecHMa HM CHCTeEMHMMa KOjH MOOOJbUIaBajy H3BPCHOCT, clipeyaBajy rpelliKe Hu OcH- 
rypaBajy a cBaKH aciieKT MocioBatba Oyye ycknahen ca noTpebama MoTpomaya u 
TlOCTaBJbeHHM UMJbeBUMa Oe3 TYIIMUMparba WIM pacntiawa yO%KeHHX CpeycTasa. 
IIpeqanoct TQM -y, "peMa MHLIJbery OBHX ayTopa, Tpeba Ja MoTHYe ca HajBuler 
HHBOa MeHalMeHTa H a Oye IpHcyTHa y CBHM aKTHBHOCTHMa HY CBUM JjeyIOBHMa 
KOMIaHHje. Crora je MOOOJbLIaHM KBaJIHMTeT pe3ylITaT HocBeheHocTH HM OATOBOpHOC- 
TH cBaKOor ojeqMHua WocBeheHor KOHTHHYHpaHOM MOOoJbIWawy MW MOCTH3aby 
MepJbUBUX IMWJbeBa KBauTeta (Pike u Barnes, 1996). 
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TQM kouuelT je BHUIeCqMMeH3HOHaIHH WM ZHHaMHM4YHH MOE yipaBsbarba 
KBaJIMTeTOM, KOJH y3HMa y OO3Hp cBe TlapaMeTpe ylpaBJbarba TOCIOBaHbeM, HC- 
TH4yhu OATOBOpHOCT cBakor MojeqHHUa y Wocy, WoceOHo 3a MoBehawe MposyKTH- 
BHOCTH KaO HMUepaTHB CaBpeMeHor TocoBarba. IlocedOua naxkra ycMepeHa je Ha 
Jbyicku dbaxtop. Yosek je HOCHJIall 3Haba UM paya, a OH je Kao payHuK M MeHallep 
OTOBOpaH 3a IIPHMeHy HM MOOOJbIakbe KBaJINTeTA. 

be3 no6osbllawa HeMa T00oJjbIawba, la On TpeOaro ycrocTaBuTH UpelH3aH 
cTaHaapy, 3a Meperbe CBaKor payjHHka, Malle WIM Mpoueca. Kauzen - KIby4 M0c- 
JIOBHOr ycriexa JatlaHa, cTpaTervja je Koja MpeycTaBsba cTauHO MpevciMTHBarbe 
Baxehux cTraHywapjla u 3amMeHy nocTojehux OojbuM. CBaka Mepa, IIpomMe WIM cTa- 
Hap UMa 3a UWJb KOHTHHYyHpaHo MoboJbIawbe WIM peBU3H]y. 

MogesM MocuoBHe H3BPCHOCTH AM3ajHupaHu cy Wa Bose HM MOMaxKy opraHu- 
3allujaMa a WoOosbIajy CBOje MepdPopMaHce. 


KoHKypeHTHOCT 3a pacT H pa3Boj 


IIpuspeya He Moxe OTH KOHKYpeHTHa 6e3 KOHKYPeCHTHOCTH CBOjHX TIpHBpe- 
THUX cyOjekaTa, HHTH IIpHBpeqHu cyOjeKTH MOry OHTH KOHKypeHTHH 6e3 OZToBapa- 
jyher nocnosHor oxpyxKera. 300r 13a30Ba, KOMIIaHHje CTH4Y IIpeyHOcT Hay HajOo- 
JbMM CBCTCKMM KOHKYPeHTHMa HM MMajy KOPHCTH OJ] HocTOjatba jake oMahe KOHKy- 
peHuyyje. 

CramHo moOosbllawbe KBaIMTeTa je OJ, CyIITHHCKOr 3Hayaja 3a YCIIeCWIHO M0c- 
JIOBaHe MU MOOOJbINaHe KOHKYpeHTHUX No3nyHja. [loOosu1aBatbeM KBaJIMTeTAa, KOM- 
Tanja Upyxa Behy pa3Mky of puBasia Ipyxajyhu Behy BpeqHocT y o4MMa KyTiala. 
EjIMMHHVcambeM HeocTataka, rpelliaka HW OTTaqaka W3 NpoM3BosHe MoBehaBa ce 
e(UKacHOCT H CMambyjy TPOLWKOBH KOMIIaHHje ca noBehawem mpoduTaOwmHocTH. 
Ksasmtet ce novctosehyje ca 3a0BOJbCTBOM Kyllalla HM Moctaje NapayurMa KOHKy- 
PeCHTHOCTH, a MOCTWKe Ce CapayLOM HM KOOPAMHAalHjOM CBHX 3allOCsIeHHX. 

3ajeqHo ca MOOOJbUIaHeM KBaJIMTeTa, MOpa Ce M3BPLIMTH HW KOpeHHTO pec- 
TpyKTypupare mpegxy3eha, wTo Ou WompHHeso TocTu3amy 3HayajHUX pesysiTaTa 
(Hophesuh, 2008). Yaarate y noOosblame KBaJIMTeTAa je YCJIOB 3a pa3BOj Mpesy3e- 
ha, alu HM yCuIOB 3a pacT UM pa3Boj NpuBpeye y WeuHHH. 

TQM ykspyyuyje MobojbuIawe KBaIHTeTa, MepdopMaHcn, Moy3qaHocTn, Tpaj- 
HOCTH, CepBHCHpakba NIPOU3BOAa, OpraHv3alluje IpousBoswe, Kao uM ToBeharbe edu- 
KaCHOCTH KOMIIaHHje CMalbeHbeM TPOLKOBa HM ToOBehawemM TpozyKTHBHOcTH. Kys- 
Typa kKBalMTeTa JoMahux KOMMaHHja H Jasbe je Ha BpJIO HHCKOM HuBoy. 360r Tora 
je HEOMXOZHO ycnocTaBHTH KyJITypy Koja Ou Tog”pxKaBasa Puno3s0pujy TQM -a, 7). 
Tloctu3ame mocuoBHe usBpcHocTu. Ilopex Tora, HalliwM KOMMaHvjama Hegoctaje 
THMCKH pay, H MelhycoOuo pyHKUMOHAaTHO MOBe3HBalbe AKTHBHOCTH Y MOCIOBabYy 
KOMIIaHyje. 

TlapamesHo ca MOOOsbLIaHeM KBaIMTeTa, MOpa Ce H3BPILIMTH H KOpeHHTO pec- 
TpyKTypupare mpezy3eha, miro OM caMo y TOM Cllyyajy WOMpHHeO MocTH3aby 
3HayajHux pesysitata. Yiarawe y oOo Wate KBasJINTeTAa je YCIOB 3a pa3Boj Upesly- 
3eha, alu HW YCJIOB 3a pact U pa3Boj IpHBperye y WeuHHH. 
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YipaBsbawhe KBaJIHTeTOM 


TepMHH ,,MOojlesI” aTHHCKa je ped 3a ,,MOJy” LITO 3Hadu ,,Mepa” JIM ,,cTa- 
Hyapy”. Opaj 10jaM uMa MHOra 3Hayerba Koja 3aBHce OF, KOHTeKcTa. Moyen Moxe 
OuTH OOpa3zall, MaH, IpukKa3 WIM ONC CTBOpeH Ja IpHkaxke CTpyKTypy WIM HadHH 
(PyHKIMOHUCatha OOjeKTa CHcTeMa uM KoHUerTa. Moyen ce Takohe Moxe Wep@uHu- 
caTH KaO allCTpaKTHW TIpHKa3 CTBapHOr CHCTeMa KOjH BaxKH CaMO 3a CTporo Jemu- 
HMCaHe CKCIIepHMeHTasIHe YCIIOBe. 


TQM je nocnopHa Puo30duja Koja WpesctaBsba OOpaszall 3a WOCTH3arbe Op- 
raHv3allMOHOr ycrexa KpO3 3a0BOJbCTBO Kynlalla (Valsh, Hughes & Maddokk, 
2002). TQM nogpa3ymesBa HepackuquBy Be3sy H3Mehy MOCIOBHMX WHJbeBa OpraHi- 
3alluje U WoTpeba noTpomaya (Pike & Barnes, 1996). TOM je crBapate opraHu3a- 
IHOHE KyJIType y KOjOj Ce HelIpecTaHO CTpeMH 3a 3aJOBOJbCTBOM MOTpoIaya Kpo3 
WMHTerpicaHW CHCTeEM MeTOJOJIONIKHX ajlaTa, TeXHHKa MU OOyKe (Sashkin & Kiser, 
1993). TQM je HauHH ynpaBlbakha 3a NOOOJbIambe eukacHOcTH, :bileKCHOWMHOCTH 
HW KOHKYpeHTHOCTH MocuOBaHba y LesIMHU. OBaj IpucTyn je yHuBep3asaH, Tj. MoxKe 
ce IIPHMeHUTH y pa3HHM akTMBHOcTHMa. TQM oOyxsata wemo mpeny3ehie, cBaKy 
opraHv3alMoHy jeqMHULy, CBaKy AKTMBHOCT, CBaKM OpraHH3allMOHH HMBO HM CBaKOr 
3anoceHor (John Oakland, 1994). TQM mpeyctaBsba cBe OoJbH, OeCKOMIIPOMHCHH 
Hallop CBMX 3allOcIeHHX Y KOMIaHHjH la pa3yMejy, HcCIlyHe HM MpemMaliie O4eKHBaba 
kynana (P&G). TQM je caeobyxBaTaH HadHH TOCwOBara KOJM OMOryhaBa CBHM 
3allOCIeHHMa Ja, MOje{MHayHO UM yHyTap THMOBa, Oajy BpeHOCT M MCIyHe 3axTe- 
Be Kymaya (Roial Mail). 


Cuuxa 1: [7punyunu TOM.a 








Continuous 


Improvement Involvement 







Integrated 
System 


354 


Kyntypa nomuca, roy. XVIII (2021), Op. 45, crp. 347-362 





YkynaH kBasutTeT (TQ) je CHcTeM yiIpaBJbarba yCMepeH Ha 4OReKa, KOjH UMa 
3a IMWJb la cTayiHO MoBehaBa 3a0BOJbCTBO Kyllalla, y3 KOHTHHyMpaHy TeHeHUM]y 
CMabebha CTBAPHHX TpolkoBa. TQ je HcTOBpeMeHO UM UpucTyn (He MporpaMm) Koju 
oOyxBaTa leo mpemy3ehe (a He HeroBe NojeyquHauHe JewoBe) H cacTaBHU Jeo cTpa- 
Terje Ha HajBUIIeM HUBOY: Jelyje XOPH30HTAIHO Y CBUM OpraHv3all[HOHMM J1eJI0- 
BMMa, OOyxBaTa CBe 3amocsIeHe HM cBe JOOaBsbaye HM KOpHcHUKe. TQ HaryatiaBpa 
yuere HW mpusarohapate cTasyIHHM pOMeHaMa, KaO KJby4HHM (akTOpHMa ycriexa 
komnaHuje. TQ oOyxBaTa KOHIIelTe, MeToye Hu amare. KonwentTu omoryhaBajy mpo- 
MeHe, OK (uN030cuyja OcTaje HempoMereHa. TQ u3Bupe 43 BPeHOCTH KOje HcTHYy 
MOHOC NojequHalla U CHary 3ajeqHHuKor anraxoBara. ITpuayunu TQM-a cy: doxyc 
Ha kya, BohcTBo, yuemthe (yKby4unBake CBUX 3allOCJICHMX), MpoOlecHu MpucTyH, 
CHCTeMCKH MIPHCTyH, KOHTHHyHpaHa MOOOJbINawha, TOHOMWeHe OJIyKa 34CHOBAHHX 
Ha UMCHHIaMa UW KOMYHUKallnja (y3ajaMHO KOPHCHH OJHOCH ca WOOaBsJbaunMa). 


@Moxycupatbe Ha NOTpomaya, T). Ha KIIMjeHTa, HMIepaTuB je 3a opraHn3alyyje 
Koje TexKe MOCTH3ay BPXyHCKor KBaMTeTa. KamjenTu Mory Outu: (1) wHTepHH - 
yHyTap opranu3aunje u (2) cioJbHu - BaH opraHu3annje. TQM He mpeno3Haje KBa- 
JIMTeT Ipou3sBoa/ycsyre ako Ta MOTPOWayH HUCY NOTBPAMIN. 


CappemMeHM KOHIenT KBawMTeTa MpBo Nospa3ymMepa fa ce norpede u 
OUCKHBalba KIMjeHaTa IpBO HAeCHTUUKy]y u pasymMejy. Y Apyrom Kopaky oBe MOT- 
pe6e TpeOa TpaHccbopmucaTn y 3axTeBe HM jacHe KBaHTHTaTHBHe WIM KBaIMTaTHBHe 
Tepdopmatce (iWJbeBe). Ha kpajy, HcilyHaBabeM MIM WpeKkopayereM OBHMX 3axTe- 
Ba KBaJIHTeT Ce JOKa3yje. 


PykoBoyCTBO Ce MOxe JedMHHCaTH Kao CKyII KBaJIMTeTa, BPeHOCTH, CTaBOBa 
MW MoHallawa MeHallepa KOjM pe3ylTupajy MOOowWawbeM e*PuKacHHXx WyropouHux 
TlepdopMancn opranv3aunje. 3aqauu wuyepa cy, pe cBera, Ja WpescTaBe BusHjy 
pa3Boja opraHH3alje, MHCHjy H yTBpe KIbydHe BpeAHOCTH, Kao HW HayHH MpoMeHe 
KyJIType IPHMepeH CHCTeMy WeuOKYMHOr yipaBlbakba KBaIHTeTOM. JIuyzepu Mopajy 
OTH MaKcuMasIHO TocBeheHu OCHOBHUM TIpHHyunumMa TQM-a, a M4YHuM TIpHMe- 
POM HHCIIMpHuly WH TOAcTHYy 3anocleHe y opraHH3allWjH Wa McIlyHe cTpaTelike 
IHJbeBe KBaJIMTeTAa. 

3a ycniex TQM-a HeonxogHo je oMoryhuTH MyHO aHraxkKoBakbe CBHX 3allocie- 
HHX Y OllepaTHBHHM aKTHBHOCTHMa H IIpolecuMa Kako OM ce 10Ka3a0 HHXOB IyHH 
MOTeCHUMjas (CIOCOOHOCTH) H OCTBapHJIM MOCTaBJbeHH WHJbeBu. DakTOpH KOjH T0- 
BehaBajy JOMpHHoc 3anoceHHXx ycliexy opraHv3aluje cy: MOKa3HBakbe MOLITOBarba 
Tipema 3an0cjleHuMa, OOe30ehuBakbe aleKBaTHHX YCJIOBAa 3a pal, OCHAXKHBarbe 3all0- 
CICHHUX HW jacHa MaTpulla OJTOBOpHOCTH, NOApPLIKa pasBoOjy 3allocueHux - OOyKa u 
TowyyaBalbe, MOTHBaLMja HW pa3Boj CK1aHuXx MehyJbyACKUXx OWHOCA. 

IIpouecuu mpuctyn y TQM-y orsega ce y nocBeheHoctTu yupaBsbawy pecyp- 
CHMa HW aKTHBHOCTHMa Kao TIOCJIOBHOM TIpolecy 3a MOCTH3abe 2KeJbEHUX pesysiTaTa. 
Ja Ou opranu3aunja PyHKUMOHNCasa esukacHo UH etbuKacHO, HEOMXOAHO je ycroc- 
TaBHUTH ,,Mally” mpoleca Kako Ou ce Mpouecu yckTaqMIM UW NosxpeyqwiM WHIbeBuMa 
opraHu3aunje. CuctemaTcKo HJeHTUPUKOBarbe TIpoleca KOjH ce KOpHcTe y OpraHH- 
3allMjH WM yipaBlbalby THM TIpolecuMa, a WOceOHO yiIpaBJbakbe HHXOBOM Mehycoo- 
HOM HHTepakUHjOM MOx*Ke ce KBaJIMUKOBaTH Kao TIpolecHH upuctyn. AKTepu of- 
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pehyjy ya3He ellemMeHTe (3axTeBe) KojH NoKpehy mporece y opranu3ainju. Kao 
pe3ysiTaT, opraHu3auja On TpeOano Wa UcHopyyu ogroBapajyhu mpou3Boy/ycsyry 
VW Ha Taj Haun OOe30e NH 3aOBOJbCTBO Kymialla. 

CucTeMcKH IIpvcTyl je Ha4dHH pa3MUIllJbawa 3aCHOBaH Ha TeOpHjH CUcCTeMma. 
IIpema oBoj Teopuju, cucTeM ce Moxe WespHHUCaTH Kao CKyII elIeMeHaTa KOjM cy 
MelhycoOHo moBe3aHu payu NocTH3amba OApelheHux WMbeBa. CucTeMcKH UpHcTym je 
HeOJBOJMB Of MpowecHor mpucryna. Heropa riaBHa ylora je ypaBHOTexKHTH, 
KOOpAMHUpaTH M MHTerpucaTH aKTMBHOCTH MOjeqMHUX esIeMeHaTa HM MOACHCTemMa Hu 
HOAPeAUTH UX HOCTH3aHY MOCTABJbeHMX IMJbeBa KBaJINTeTa OpraHu3aluje. 

3axBasbyjyhv CHCTeEMCKOM H IIpOlecHOM IIpHcTylly, Weja O KBaIMTeTy MOxKe 
ce IpOWMpuTH HM YYBPCTHTH y eNO] OpraHH3alHju, y CBUM HeHHM JeyOBuMa U 
dyHkunjama. [lay KBamuteta je Woy3qaH NOKa3aTesJb CTBAPHUX TpoOsema y opraHu- 
3a HW WoKa3aTesb a OpraHn3alnja He (PyHKIMOHUUIe Kao ycKalheHH CHCTeM. 

KoxTuHynpana no0ojbulara Kao HpHHuAn TQM-a 3acHuBajy ce Ha CXBaTaby 
Wa opraHv3aluja HuKayla He CMe OTH 3a0BOJbHa TPCHYTHOM CUTyaIHjoM, 6e3 00- 
3Mpa KOIMKO WOOpa Ousa. YBeK MOCTOJH MpocTop 3a NOOOJbIIakwe - OOJbM MpOH3BON, 
MeTOsa, MOCTyMak, IpHcTyM UTI. 

KonTHHyHpaHo MoOobUIabe je UMKITyC KOjM 3allOunbe aHasIM30M CTatba (yc- 
HOCTaBJbareM HjarHo3e), HacTaBJbajyhu WiaHvpakbeM (IMOCTaBJbareM IMJbeBa 3a 
moOosjbuate). Y cnegehem Kopaky opraHu3aunja TpeOa Wa MOcTHTHe MocTaBsbeHe 
I[WJbeBe M Ha Kpajy a H3MepH MOcTUrHyTe pe3yITaTe Kako Ou ce yTBpAMe Moryh- 
HOCTH 3a Jlasba yHarpelherma. 

Y TQM-y ce KOHTHHyHpaHa oOo Uatba Hajyeuthe npesctaBsbajy y oOmuKy 
Tako3BaHor JlemuMHroBor Kpyra KBasHMTeta (PDCA). 


Cima 2: Jlemunzoe kpye keanumema (PDCA yuxayc) 
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Ogsy4unBarbe 3aCHOBaHO Ha YHHeCHHaMa Kao MIpHHUMM Mospa3syMeBa ja ce 
edukacHe OMyKe 3aCHHBajy Ha aHasIH3H TpoOBepeHUXx MosaTaka Hu HHpopmayyya. To 
IipakTH4HO 3Ha4uH Ja OpraHu3allMja MOpa y CBaKOM TpeHyTKy Ja 3Ha LITa je cTBap- 
HOCT, OJHOCHO KaKBO je CTBapHO cTame y opraHH3alvjd uM oKpyxKemy. Ciuka 
CTBapHOr CTaHa JoOnjeHa je Ha OCHOBY CHCTeMaTCKOr MIpHKylJbaka Wosataka, 00- 
page u anamuse. Iloqaunu ce yraBHOM IIpukylbajy Ha OCHOBy TIpoBepa HM Meperba 
mpoueca. TloceOHo cy BaxkHH TofalH oO ToTpedbaMa HW O4eKHBaHbHMa KOpHCHHKa, 
KapakTepHCcTHKaMa NIpOu3Bosla HM yculyra, aHTaxKOBalby 3allOCJICHHX, TPOLUKOBHMa H 
(pHHaHCH]CKMM TOKOBMMA, MOCTHTHYTHM pe3ysITaTHMa y OJHOCY Ha IIaHOBe MU KOH- 
KypeHunyy. 

Y3ajaMHO KOpHCHH OJHOCH ca ZoOaBJbauHMa MoBehaBajy ciocoOHOCT opra- 
HH3alMWje MH HeHHX MapTHepa a cTBope BpezHOcT. Takohe, pa3Boj ofHOca ca Wo0a- 
BJbauuMa ToBehaBa MoryhHocTH 3a nobosbMIabe KBaMTeta. Jla On nobosbUare 
OWHOCe Ca CBOJMM H MOCTHIIe BHI HHBO KBaJIMTeTa, OpraHH3aluje TpeOa Wa mpe- 
my3My cuieqehe aKTHBHOCTH: ONTHMU3Hpaly Opoj AoOOaBsbaya, Ipollewy]y, panrupajy 
Wu Onpajy oOaBsbaye TIpemMa HajBaxKHYjJHM KpHTepHjyMuMa, ycrocTaBJbajy AHjasor 
ca JoOaBJbauuMa, CTaIHO HafryieqaTH yaHHak WoOaBJbaya, capahuBaTu ca obaB- 
JbadvMa y WWilaHupawy, TH3ajHy U pasBojy, IpeHowlewy 3Haba U Wpyrum oOsacTuMa 
VW MIpoleHUBaTH HM WOApxKaBaTH Hanope AobaBsbaya Ja WOOoJbIUaly MeppopMauce. 


KonTHHyHnpann mponecu yHanpeherma (CIP) 


TpaH3uunja mpeny3eha 3axTeBa mpomMeHy KyJiType oprann3ayuje. Moxe ce 
W3BOUHTH Y Be :ba3ze: yiIpaBJbakbe pollecuMa Kao TipBa (pa3a HW CTpaTeWIKO ympaB- 
Jbalbe Kao Apyra. IIpouec tpan3uunje upexy3eha, kao M CBaKM ApPyru Mmpowec, 3ax- 
TeBa OJJIYYHOCT, HCTpajHOCT, CTpIibeHbe HM BpeMe. Y 3aBHCHOCTH Of| HHBOAa Ha KOMe 
ce mpeny3ehe Haa3H, TO MO*Ke NoTpajaTv HeKOHKO roquHa, a Hajyeuthe og | yo 3 
roguHe. AKTMBHOCTH 3allo4uMHy carsieyqaBarheM TpeHyTHe cHTyallMje: ,,caqalirber 
cTaTyca”, 3aTMM CTBapalbeM BH3Hje 0 ,,0%KeJbHO] CHTyaluju’, a 3aTHM CTIpo- 
BohereM ycBOJeHe CTpaTeruje, MWIaHCKUX Mepa HM WMJbeBa. 


CappemeHo 00a je TOHeIO Ta TeXHOJIOWIKM Hallpeqak BOA WO KBasIMTAaTHB- 
HOr CKOKa H HHPOpMaTH3allMje Koja HMa CBe KapaKTepHCTHKe HOBe HHAYCTpHjcKe H 
IpylitBeHe pesosyunje (Hoxosuh, MumyHosuh, Uemmx, 2016). Taxpe upeje ce 
YBPCTO OCHaHajy Ha MOCIOBHY HHTYHUH]Y, CIIPeCMHOCT Ha TpP»xKMLIHY Oopby u yOa- 
UHBalbe HHOBALMJa Ha TpxKUWITe Ha HOB WIM ApyradvjH HayHH, a Kpo3 NOCOBHE 
lipeqy3eTHHyKe Hyeje HacTasle Ha THM MHOBalMjama (Hoxosuh, Iasuhesuh, Uesnk, 
2014). Pa3Boj npeaqy3eTHHLITBa y HHPOpMalMOHO-KOMYHHKalMOHOM TpaBly Zepu- 
HHTMBHO je MOCTaKHYT HOBHM CKOHOMCKHM TeHAeCHIMjaMa Ha KOJMMa Cy ce pa3BH- 
Jie W MapayMrMe KOHKYpeHTHOCTH H MoceOHOCTH MOAepHuXx Upepy3eTHuka. Hexe of 
THX TlapayurMu cy, Kpevpatbe ciielMjasIM30BaHHx THMOBa, OJHOCHO MalIMx Ht (plieK- 
cHOMIHUX TIpenzy3eha, yMpexaBalbe WH KOOpAMHalja THMoBa ToMohy uHdopmain- 
OHe HM KOMYHHKallHoOHe TeXHOJIOrHje, CMarberbe XHjepapxHjCKHX HHBOa H eMOKpa- 
TH3alHja Y MOCIOBHOM OJIyYMBalby, KaO HM MoBehawe ayTOHOMHje 3allocseHHx H 
CaMOCTAaJIHOCTH y JOHOWeHY OWTyKa (HoxoBuh, MusyHosuh, Yes, 2016). 
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Bpemena y KojHMa 2KMBHMO JlOHeJIa Cy MHOTO BHLIe IpoMeHa OJ, OHOra LITO 
ce Woroguso y mperxogHux 100 roquna. CBet je moctao rioGamHo ceo, KOMyHH- 
Kalluje cy oMoryhuse npemonthapate JeceTuHa XWJbajla KHJIOMeTapa IlyTeM HHTep- 
HeTa. CBeT je yao y Tpehy epy - epy 3Hama. Muoro je Oosbe NpucTynuTH NpomMeHu 
Koja Ce PyKOBOH BU3HjOM npeny3eha, a He WZyYOHHOM KpH3e y KOjoj ce mpeny3ehie 
Hayla3H. 

IIpomena kysIType opraHn3ayuje Zoraha ce Kpo3 oOpa30Barbe. HeomxogHe cy 
HOBe BeIlITHHE Ha BUIIeM HMBOY, HallylliTaHe CTapux OecKOpHCcHHX Haya pa3Mu- 
ubarwa. Hajrexe je IpOMeHHTH MoOHallatwe Jbyau. [Ipouecu KoHTHHYyHpaHor yca- 
BpllaBatba (Continuous Improvement Processes- CIP) Hucy cTBap Noy4aBarha oO 
HeyeMy HOBOM, HajBaKHMje KOA MOLyyaBawha KOMIIaHHJe je HayyHTH 3a0opaBuTH 
cTBapH Koje ce Ayro HUCy IpHMerHNBasle WIM cy ce MoKa3ajie MOrpeLIHHM HU HerloT- 
peOuum. Kyntypa npeny3eha noctwxe ce TeduHHcalbeM Ipakce HW eBUACHTHparbeM 
aKTUBHOCTH Koje 3anocieHu oOaBsbajy. obosbmlama OakWIaBajy CMarbebe TPOUI- 
KoBa 3a HajMatbe 10%, Hero noBeharwe Npuxoya KomiaHyyje 3a 5%. 

Jaman je 1949. roquHe uMao CBOjy CKOHOMCKYy KpH3y HM M3 Hera je M3arlao 
Kao TOGeHUK Kao jeqHa Of BOAehHX CKOHOMCKHX 3eMaJba. O3HayaBa Ce KAO ,,CKO- 
HOMCKO 4yyo” MoMohy MeToge KOHTHHyHpaHor TobosbuIaHa (CIP) no3HaTe Kao 
KAIZEN, a xacnuje u LEAN metoze. 

IIpouecu KoHTHHyMpaHor moOosbmanma (C/P) He 3axTeBajy MHOrO HOBIA. 
Cpaka KOMIaHuja UMa Ogpehene pecypce kao ITO cy Jby AH, OlpeMa, TEXHOJOrH]Ja HU 
TpxuuTe. CIP npuctyl noxpa3syMeBa Oosbe Kopuuthere paciouOxXHBUX pecypca, a 
lipe cBera OoJbe KopHuhemwe 3Haba, BeLITHHa HM CIOCOOHOCTH 3alloceHHx. Osa 
KapakTepHcTHKa Tpoueca cTaHor WoOosbuIama (CIP) Mowe ce H3pa3HTH Kpo3 ja- 
maHcky mocnoBuuy: "Ako Hemame Hoeya, Kopucmume cé6oj mosak. AKO Hemame 
Mo3aK, 2yvOume ce odaede". 


I[pumena TQM-a 


IIpumMena TQM-a mpeyctaBsba cTpaTeliky mpoMeHy y opraHv3aunju. 3Hayaj 
W yulora OBOr TIpoleca cy HECIOpHH MU BUUIe IyTa cy NOTBpheHu uy TeOpujcKuM Uy 
€MIIMpHjCKUM HcTpaxkvuBawuMa. TQM ysek pag ako ce NpaBuHoO upumen. IIpe- 
yla3aK Ca KOHBCHIMOHaIHOr MOjea yipaBsbama Ha TQM mpeyctaBsba orpomaH 
43a30B 3a opraHu3attuje. Behuna ayTopa ce culaxe Ja je 3a u3rpaywy cuctema TQM 
y OpraHu3alvju MoTpeOHo 3 Wo 5 roqMHa. 

Umnsementarnuja TQM-a pa3matpa ciegehe upuctyne: yBohere onpehenux 
TQM-ejlemenata y opranu3aunjy (The TOM Element Approach), u3rpayba cucte- 
Ma KBaJIMTeTa IIpemMa lIperopykama cTpydmbaka (The Guru Approach), ucttyaBarbe 
KpHTepljyMa HeKuXx O7| MpecTwKHUX Harpajla 3a KBaJIMTeT M pa3BHjakbe COMCTBeHOr 
Mojlesla 3a TIpHMeHy. 
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3akby4ak 


Camo oOjeKTHBHMM IipersieqOM TpeHyTHOr CTaba HeroBHXx HecaBpLIeHOCTH, 
IIpoyyaBalbeM pa3BOjJHUX TpeHAOBa y CBeTY y CBMM OOsIacTHMa Of HHTepeca 3a Op- 
raHH3alvjy, WpodpecHOHasIHOM aHasIH30M HM IIPHMeHOM I1paBux pellierba Ha BpeMe H 
Y HOBOJbHO] MepH, OpraHH3al{uja Moxke padyHaTH Ha YKJby4MBake Ha 3axTeBHa 
CBeTCKa TpXKHUITa HW OMCTaTH Ha OBHM TpxKHWTMMa. Te akKTHBHOCTH MOpajy OuTH 
TpajHe, a ce HelIpecTaHo yun, Ja ce pay THMCKH, a TOceOHO Ja ce pa3Buja KyJITy- 
pa kBaMtTeta, Jep je TO HajyTHuajHuju dbakTop y CBHM aKTHBHOCTUMa. CBe OBO je 
Moryhe IIpHMeHOM CaBpeMeHHX CHCTeMa yIIpaBJbarba KBaJIMTCTOM HM HMXOBOM HH- 
TerpallujoM y jeqHy UeMHy, Te CTaHHM yHalpehuBatem cBux dakTopa Koji 
yTH4y Ha TocwoBarbe OpraHv3aynje. Ako OM TakBa IIpakca 3aucta Onsia yBeyeHa y 
opraHH3alljy, HECyMIBMBO On TO aso BHILeCTpyKy KOpHCT Toj opraHv3alyyju. 

ViuterpucaHu cHcTeM yiipaBJbalba, TIpakTHYHO TpescTaBsba powMpere 
KOHIelTa CHCTeMa MCHalIMeHTa KBaJIMTeTOM Ha CBe OCTasle HaBesleHe eMMM4He 
CHcTeMe yiipaBsbalba y OpraHu3allyjn (cTaHyapqv30BaHH HW HeCcTaHJapqu30BaHH) u 
HuXoBy HATerpaunjy. Jjanac je TO ommiTenpuxBaheHu Mose KOpmopaTHBHOr yiipa- 
BJbakba y IIOCJIOBHOM CHCTeMy. 

Cranqapav3alnja NOcOBarba KOJI Hac je IpHMeTHA, aJIM JOU yYBeK HeEOBOJb- 
Ha. locTu3aHe MOcIOBHe H3BpCHOCTH pa3sBojem TQM konwertTa ZyroTpajaH je mpo- 
ec HW jOW yBeK HeJOBOJbHO To3HaT WOMahum KommaHujama. Mehytum, upumMena 
WHTerpucaHor CHCTeMa yiIpaBlbatba obe30ehyje cCMaleHe BpeMeHa MOTpeOHor 3a 
MOCTH3abe OpraHH3alHoHe M3BPCHOCTH MH HeHHX pesysITata. YupaBo To TpeOa Aa 
pagumo ycpeycpehenu Ha Zomaha mpegzy3eha. Mako pehuuHa KoMMaHHja uMa jeqaH 
cepTudukaT, BesIMKM Opoj HUX CMaTpa a JOM yBeK HHje HeEOMXxOAHO HayorpaquTH 
tlocTojehu cucTeM 110 HeKOM CTaHyapyy y upezys3ehy. 
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RAISING THE LEVEL OF COMPETITIVENESS IN 
SERVICES BY IMPLEMENTING TQM 


Summary: The modern concept of quality emphasizes the customer as the 
only authoritative factor for quality assessment, thus success in the market is 
provided only by those who produce according to customer requirements. The 
market way of doing business, the openness of the international market and 
fierce competition, impose the need to apply the modern concept of quality. 
Quality is not easy to define, but it is an extremely important and complex phe- 
nomenon, which is observed in different contexts (e.g. value of products and 
services, value of life, value system, standards, etc.) and can be described with 
many attributes. Companies that manage to maintain productivity growth and 
technological progress are also able to keep pace with competitive advantages in 
the market. The competitiveness of a nation depends on the ability of its econ- 
omy to innovate and improve. To be competitive, in today's business conditions, 
means to ensure continuous growth and development. By improving quality, the 
company provides greater differentiation in relation to rivals by providing 
greater value in the eyes of customers. The goal of a modern company is to im- 
prove all aspects of quality related to products or services, as well as activities, 
processes and organizational structure, by establishing a TQM concept. 

Keywords: quality, quality system, quality standards, competitiveness, 
TQM concept 


Quality and Quality System 
A quality system is a system of management that leads to the achievement 
of set of goals in terms of business quality and service delivery. The system con- 
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sists of the organizational structure, the responsibility of all the subjects in the 
organization, the processes and resources needed to manage the system. Organi- 
zations that have a complex structure in which there is a whole range of relation- 
ships and relations that determine their behavior, business, management and 
development, encounter difficulties in achieving quality. The management of 
such organizations is difficult, because they often have a large number of par- 
ticipants of different profiles, motives and interests, and a special problem is the 
variability of conditions in the environment. A new philosophy of quality should 
be adopted with precisely defined mechanisms and possibilities of quality and 
standardization. The solution is to move towards total quality management in the 
organization in order to achieve the quality of the entire organization, each of its 
parts and each employee, in order to meet the requirements of all stakeholders. 


Quality considers fulfillment of the wishes of customers and all stake- 
holders (employees, associates, owners, community), which are determined in 
written form, orally agreed or identified by processing marketing data. 

The quality system is a part of the business management system that in- 
cludes: organization of the company, planning activities, responsibilities, prac- 
tices, procedures, processes and other necessary resources for the implementa- 
tion, achievement, evaluation, maintenance and change (improvement) of quality 
policy. The quality management system strives to unite all the elements that af- 
fect the quality of the organization's products or services. Management has a key 
role in that process, and it is reflected in the application of a modern approach in 
organizing and managing the organization. 

Harvard professor, Garvin, identified five basic approaches in an effort to 
define quality (Garvin, 1988): 

1) Transcendent Approach; 

2) Product Based Approach; 

3) User Based Approach; 

4) Manufacturing Based Approach; 
5) Valued Based Approach. 


The transcendent approach is based on the understanding that quality is 
impossible to present in one, universal definition, that is, that everyone has their 
own definition of quality according to individual preferences. In that sense, 
Robert Piercing (2003) casually concludes: “... although quality cannot be de- 
fined, you still know what it means”. Also, John Stewart (McKinsey Consulting) 
is one of the typical representatives of this approach who believes: “There is no 
single definition of quality ... Quality is the feeling that something is better than 
something else. It changes during human life, it changes from one generation to 
another, and it largely depends on many aspects of human activity”. “The fol- 
lowing attitudes are embedded in these observations about quality: (1) quality is 
a “feeling”, i.e. a subjective category; (2) quality is recognized on the basis of 
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comparison; (3) perceptions of quality change over time; (4) quality depends on 
many aspects of human activity - e.g. creativity, dedication, skills, precision, 
consistency, discipline, etc.”. 

A product-based approach first appeared in the economic literature and 
treats quality as a result of a quantitative, i.e. measurable characteristics of prod- 
ucts/services. Therefore, supporters of this approach claim that quality is an ob- 
jective category. Also, they point out that differences in quality are reduced to 
differences in the quantity of a desired ingredient, or attribute of a product 
(Abott, 1955). For example, quality of an ice cream can be judged by the amount 
of milk fat, chocolate, or fruit content, not just taste. Carpets that have more 
“knots” in the weave per unit area are considered to be of better quality com- 
pared to carpets that have a lower weave density measured by the same criteria, 
therefore, the design is the added value. This approach implies that high quality 
involves high costs, i.e. high price. However, the understanding of quality in this 
way has limited scope and therefore cannot be generalized. For example, the 
quality of a cooking specialty does not depend only on the amount of ingredi- 
ents, but also on the way they are combined together and prepared. Also, aesthet- 
ics is a very important factor in product quality, but it is not expressed in num- 
bers and is not measured by instruments, but the subjective feeling of the cus- 
tomers. Finally, the view that quality is recognized at high prices can be chal- 
lenged. Often, high prices indicate inefficiency in production, not product qual- 
ity, except when production is hand made. 

The user-based approach starts from the premise that the highest level of 
quality is in products/services that best meet the needs and desires of consumers. 
In the marketing literature, this approach will be recognized in topics dedicated 
to customer satisfaction (quality is a combination of attributes products that pro- 
vide the highest level of satisfaction of the target consumer group). In the eco- 
nomic literature, this observation of quality can be observed when explaining the 
oscillations of the demand curve for a particular product (a higher level of qual- 
ity will cause increased demand and vice versa). Also, at the level of operational 
management, there is an understanding that quality is determined by product 
functions that are largely tailored to consumer requirements. However, no matter 
in what form it is expressed, a user-based approach faces two key challenges. 
First, consumer preferences are very diverse and changeable, so they are difficult 
to aggregate and almost impossible to accurately express in real time, unless the 
contemporary method of e-business, such as CRM is implemented. 


Thus, the definition of quality based on the user cannot be concrete and 
practical, if the needs, requirements, wishes and expectations of the consumer 
are not determined. Second, within this approach, the question arises as to how 
to distinguish attributes that raise product quality from attributes that maximize 
consumer satisfaction. There is certainly a connection between the attributes that 
consumers prefer and the attributes that refer to quality, but there does not neces- 
sarily have to be a sign of equality between them. For example, product durabil- 
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ity is one of the important properties of quality. However, some consumer 
groups prefer instant products in line with fashion trends, and neglect the charac- 
teristics of longevity as a confirmation of product quality. 

A production-based approach is supply-focused (as opposed to a demand- 
driven approach). Quality, according to this understanding, is determined by 
specifications of a product. Every product that meets the defined production 
standards meets the quality criteria. From the first step, design, to commerciali- 
zation - everything is subordinated to engineering logic. In that sense, quality is 
equated with technological procedures and control to complete production cycle. 
The goal of the control is to establish possible deviations from the set specifica- 
tions as soon as possible: by checking materials and components, adjusting 
equipment and tools, measuring after each stage in production, testing proto- 
types, etc. In this way, costs are reduced, because it is more rational to eliminate 
omissions in the earlier stages, than to withdraw finished products from the mar- 
ket and resolve consumer complaints. However, this approach can be completely 
wrong if it turns out that the products fully meet the manufacturer's specifica- 
tions, but do not meet consumers’ needs. 

The value-based approach takes into account cost or price criteria. Accord- 
ing to this understanding, a quality product provides performance at an afford- 
able price. Based on that, it can be concluded that among the same or very simi- 
lar products, quality will prevail on the side of products whose price is lower. In 
other words, the company needs to meet the needs, i.e. user requirements, but at 
a price that is more favorable compared to the competition. The highest value for 
the user (Customer Value) is the most favorable combination of quality and 
price. Among the most famous proponents of this approach are the famous 
American quality expert Armand Feigenbaum (1965), who pointed out that qual- 
ity means the best under certain conditions set by consumers: (a) that there is a 
possibility of actual use of the product and b) an acceptable selling price of the 
product. A similar definition was presented by Robert Broch, who believes that 
quality is a degree of excellence at an affordable price and control of variability 
at an acceptable cost (Broh, 1982, p. 3). 

In modern theory and practice, the definition of quality is often used, 
which is presented in the most widespread series of international standards ISO 
9000. According to the standards ISO 9000 (Quality management systems - Fun- 
damentals and vocabulary, 2015), quality is understood as the degree to which 
inherent characteristics meets the requirements. There are two key determinants 
in this definition: 

(1) Characteristics and 
(2) Requirements. 


A characteristic is a property on the basis of which a difference is made or 
noticed. They can be qualitative or quantitative. This term is used in different 
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contexts - as characteristics of products/services, then processes and in the 
broadest sense as characteristics of the system. In the context of products and 
services, the characteristics can be: physical (mechanical, electrical, chemical or 
biological properties), then sensory (properties perceived by the senses), behav- 
ioral characteristics (e.g. kindness), characteristics related to the time dimension 
(e.g. accuracy), as well as ergonomic or functional characteristics. 

Another determinant in the definition of quality according to the series of 
international standards ISO 9000 are the requirements. The term “demand” im- 
plies the expressed need or expectation of stakeholders. Thus, according to this 
understanding, quality is not subordinated only to consumers, but to a wider cir- 
cle of entities (capital owners, employees, suppliers, regulators, society). 


Integrated Management System 


Only entities that meet the requirements of three essential aspects can enter 
and maintain the global and liberal market: quality, prices and delivery time- 
frame. The term quality does not mean only the quality of products and services, 
but much more broadly - the quality of the integral (overall) business of the or- 
ganization, which includes environmental protection, measures to protect human 
health and safety, and many other partial management systems, etc. In this con- 
text, it is advisable to create and implement an integrated system for complete 
and quality management of the entire organization (known worldwide as the 
Integrated Management System 166IMS), which means that the above systems 
and other systems and conditions related to the organization should be integrated 
into one system. Successful integration of all systems, i.e. the entire business of 
the organization refer to a quality management system according to the ISO 
9000 series of standards. That it is possible to create and implement an inte- 
grated management system is proven by the fact that all ISO standards have joint 
key elements. 

Integrated management systems can be of great importance for companies 
from countries in transition, as they represent an effective means of enhancing 
competitive advantage in the global market. Namely, instead of long-term con- 
struction of the TQM concept, in a shorter period of time they can achieve busi- 
ness excellence goals based on the application of one by one modules of inte- 
grated management systems, based on compliance with international standards 
ISO 9001, ISO 14001 and ISO 18001. 


The first historical stage in quality management was inspection (Quality 
Inspection) that is separation of good from bad products. In individual produc- 
tion, for example in crafts, the producer was able to recognize and correct the 
error. According to the producer’s understanding of quality, in the end produc- 
tion process, those were inspected and sorted products. However, with the ap- 
pearance of industrialization and mass production with several production lines, 
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the occurrence of errors and omissions is more difficult to notice. Also, in such 
conditions, the “virus” of one mistake or omission can “infect” an entire series of 
products, which implies the occurrence of mass damage. 

In accordance with the developed industrial division of labor, the task of 
checking the quality of products is entrusted to specialized controllers, who, 
based on testing and measurement, or comparison with defined specifications, 
evaluated the products. The establishment of this function in companies marked 
the entry into the period of quality control (Quality Control). The organization of 
control in the first factories was set at the end of the production process, before 
packaging, storage and delivery of finished products. In this position, the con- 
trollers could not prevent the occurrence of scrap, but only stated the damage 
that had already occurred. Therefore, the focus of control was soon shifted from 
the product, to monitoring the entire process, trying to, with the help of advanced 
statistical methods, find and eliminate the cause of errors in a timely manner. 
Thanks to this approach, the quality in production has been significantly im- 
proved, but even that was not enough to meet the increasingly stringent quality 
requirements. Practice has shown that certain errors and omissions that signifi- 
cantly affect the quality, occur outside the production process. 


Total Quality Management- TQM 


Finding and eliminating the causes of errors required that quality control 
be extended to other processes such as design and servicing. It was an introduc- 
tion to a new stage of quality development - Quality Assurance. At this stage, 
quality is seen as a result of the functioning of the entire system established 
within the organization, which is aimed at meeting consumer demands. Thus, 
quality control is understood not only as a function, but also as a property of the 
quality system with the aim of achieving continuous improvement. At the same 
time, the emphasis is on prevention that is creating conditions to avoid mistakes 
and omissions, and not to eliminate the consequences. In addition, quality assur- 
ance activities must be planned, continuous and systematically organized. With 
the affirmation of this approach, organizations began to build quality systems, 
and this trend was significantly accelerated after 1987 with the publication of the 
ISO 9000 series of standards. Namely, the organization does not function in iso- 
lation, but is integrated into the environment. Influences from the external envi- 
ronment meet the requirements of all stakeholders, significantly determine the 
business and therefore they must be taken into account in the fight to achieve top 
quality. This current approach is called Total Quality Management (TQM). 

The term “Total Quality Management” (TQM) was first used by the US 
Naval Air Systems Command in 1985. This term has very different interpreta- 
tions in the literature. Walsh, Hughes, and Maddox define TQM as a business 
philosophy that represents a pattern for achieving organizational success through 
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customer satisfaction (Walsh et al. 2002). A much more extensive definition was 
presented by Pike and Barnes, who believe that TQM is a corporate business 
philosophy that implies an unbreakable link between the business goals of the 
organization and the needs of consumers. They pointed out that TQM ensures 
maximum business efficiency and effectiveness based on processes and systems 
that enhance excellence, prevent mistakes and ensure that every aspect of busi- 
ness is aligned with consumer needs and set goals without duplicating or wasting 
invested resources. Commitment to TQM, in the opinion of these authors, should 
come from the highest level of management and be present in all activities and in 
all parts of the company. Thus, improved quality is the result of the commitment 
and responsibility of each individual committed to continuous improvement and 
the achievement of measurable quality goals (Pike & Barnes, 1996). 

The TQM concept is a multidimensional and dynamic quality management 
model, which takes into account all the parameters of business management, 
emphasizing the responsibility of each individual in the business, especially to 
increase productivity as an imperative of modern business. Special attention is 
focused on the human factor. Man is the bearer of knowledge and work, and he 
as a worker and manager is responsible for implementation and quality im- 
provement. 

There is no improvement without setting standards, so a precise standard 
should be established to measure each worker, machine or process. Kaizen - the 
key to Japan's business success, is a strategy that represents a constant rethinking 
of prevailing standards, and replacing existing ones with better ones. Any meas- 
ure, regulation or standard is aimed at continuous improvement or revision. 

Business excellence models are designed to guide and help organizations 
to improve their performance, that is, to improve their own world-class perform- 
ance. 


Competitiveness for Growth and Development 


The economy cannot be competitive without the competitiveness of its 
economic entities, nor can economic entities be competitive without an appropri- 
ate business environment. Due to challenges, companies gain an advantage over 
the world's best competitors, and benefit from the existence of strong domestic 
competition. 

Continuously quality improvement is essential for successful business and 
improvement competitive positions. By improving the quality, the company pro- 
vides more differentiating from rivals by providing greater value in the eyes of 
customers. Eliminating defects, errors and waste from production, efficiency is 
increased and company costs reduced with increasing profitability. Quality is 
identified with customer satisfaction and becomes a paradigm of competitive- 
ness, and is achieved through cooperation and coordination of all employees. 
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Along with the improvement of quality, a radical restructuring of the com- 
pany must be carried out, which would contribute to the achievement of signifi- 
cant results. Investing in quality improvement is a condition for the development 
of the company, but also a condition for the growth and development of the 
economy as a whole. 

TQM includes improving quality, performance, reliability, durability, 
product servicing, organization of production, as well as increasing the effi- 
ciency of the company by reducing costs and increasing productivity. The qual- 
ity culture of domestic companies is still at a very low level. Therefore, it is nec- 
essary to establish a culture that would support the philosophy of TQM, i.e. to 
achieve business excellence. In addition, our companies lack teamwork and 
cross-functional connection of activities in the company's business. 

Along with the improvement of quality, a radical restructuring of the com- 
pany must be carried out, which would only in that case contribute to the 
achievement of significant results (Dordevic, 2008). Investing in quality im- 
provement is a condition for the development of the company, but also a condi- 
tion for the growth and development of the economy as a whole. 


Quality Management 


The term “model” is the Latin word for “modulus” which means “meas- 
ure” or “standard”. This term has many meanings that depend on the context. A 
model can be a pattern, plan, representation or description created to show the 
structure or way of functioning of an object of a system or concept. The model 
can also be defined as an abstract representation of a real system that is valid 
only for strictly defined experimental conditions. 

TQM is a business philosophy that represents a pattern for achieving or- 
ganizational success through customer satisfaction (Walsh, Hughes & Maddoxx, 
2002). TQM implies an unbreakable link between an organization’s business 
goals and consumer needs (Pike & Barnes, 1996). TQM is the creation of an 
organizational culture in which the constant pursuit of consumer satisfaction 
through an integrated system of methodological tools, techniques and training 
(Sashkin & Kiser, 1993). TQM is a way of managing to improve the effective- 
ness, flexibility and competitiveness of the business as a whole. This approach is 
universal, i.e. it can be implemented in various activities. TQM encompasses the 
entire company, each organizational unit, each activity, each organizational 
level, and each employee (John Oakland, 1994). TQM represents an ever- 
improving, uncompromising effort by all company employees to understand, 
meet and exceed customer expectations (P&G). TQM is a comprehensive way of 
doing business that allows all employees to, individually and within teams, add 
value and meet customer requirements (Royal Mail). 
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Total quality (TQ) is a human-focused management system, which aims to 
constantly increase customer satisfaction, with a continuous tendency to reduce 
real costs. TQ is at the same time, an approach (not a program) that encompasses 
the whole company (not its individual parts) and an integral part of the strategy 
at the highest level: it functions horizontally in all organizational parts, encom- 
passes all employees and all suppliers and users. TQ emphasizes learning and 
adapting to constant change, as key factors in a company's success. TQ encom- 
passes concepts, methods and tools. Concepts allow for change, while philoso- 
phy remains unchanged. TQ springs from values that emphasize the pride of 
individuals and the strength of shared engagement. TQM principles are: cus- 
tomer focus, leadership, participation (involvement of all employees), process 
approach, system approach, continuous improvements, fact-based decision mak- 
ing and communication (mutually beneficial relationships with suppliers). 


Figure 1-7QM Principles 








Involvement 


Integrated 
System 


Strategic & 
Systematic 
Approach 





Focusing on the consumer, i.e. the client, is an imperative for organiza- 
tions that strive to achieve top quality. Clients can be: (1) Internal - within the 
organization and (2) external - outside the organization. TQM does not recognize 
the quality of a product/service if it has not been confirmed by consumers. 

The modern concept of quality first implies that the needs and expectations 
of the clients are first identified and understood. In the second step, these needs 
need to be transformed into requirements and clear quantitative or qualitative 
performance (goals). Ultimately, by meeting or exceeding these requirements, 
quality is proven. 
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Leadership can be defined as a set of qualities, values, attitudes, and be- 
haviors of managers that result in improving the effective long-term performance 
of the organization. The tasks of the leaders are, above all, to present the vision 
of the development of the organization, the mission and to determine the key 
values, as well as the way of changing the culture appropriate to the system of 
overall quality management. Leaders must be maximally committed to the basic 
principles of TQM, to inspire and encourage employees in the organization to 
meet strategic quality goals by personal example. 

For the success of TQM, it is necessary to enable full engagement of all 
employees in operational activities and processes in order to show their full po- 
tential (abilities) and to achieve the set goals. Factors that increase to contribu- 
tion of employees to the success of the organization are: showing respect to em- 
ployees, providing adequate working conditions, empowering employees and a 
clear accountability matrix, employee development support - training and coach- 
ing, motivation and development of harmonious interpersonal relationships. 

The Process Approach in TQM is reflected in the commitment to manage 
resources and activities as a business process to achieve the desired results. In 
order for the organization to function effectively and efficiently, it is necessary 
to establish a “map” of the process in order to harmonize the processes and sub- 
ordinate them to the goals of the organization. Systematic identification of proc- 
esses used in the organization and management of these processes, and espe- 
cially the management of their mutual interaction can be qualified as a process 
approach. Stakeholders determine the input elements (requirements) that drive 
the processes within the organization. At the output, as a result, the organization 
should deliver the appropriate product / service and thus ensure customer satis- 
faction. 

System Approach is a way of thinking based on system theory. According 
to this theory, a system can be defined as a set of elements that are intercon- 
nected in order to achieve certain goals. The system approach is inseparable 
from the process approach. Its main role is to balance, coordinate and integrate 
the activities of individual elements and subsystems and to subordinate them to 
the achievement of set quality goals of the organization. 

Thanks to a systemic and process approach, the idea of quality can be ex- 
panded and consolidated throughout the organization, in all its parts and func- 
tions. The decline in quality is a reliable indicator of real problems in the organi- 
zation and an indicator that the organization does not function as a harmonized 
system. 

Continuous improvements as principle of TQM is based on the under- 
standing that an organization must never be satisfied with the current situation, 
no matter how good it may be. There is always room for improvement - a better 
product, method, procedure, process, approach, etc. 
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Continuous improvement is a cycle that begins with an analysis of the 
condition (establishing a diagnosis), continuing with planning (setting goals for 
improvement). In the next step, the organization should achieve the set goals, 
and finally to measure the achieved results in order to determine the possibilities 
for further improvements. 

In TQM, continuous improvements are most often presented in the form of 
the so-called Deming Quality Circle (PDCA). 


Figure 2- Deming quality circuit (PDCA cycle) 





Fact based decision making as a principle implies that effective decisions 
are based on the analysis of verified data and information. This practically means 
that the organization needs to know at all times what the reality is, that is, what 
the real situation is in the organization and the environment. The picture of the 
real situation was obtained on the basis of systematic data collection, processing 
and analysis. Data are mainly collected on the basis of checks and process meas- 
urements. Particularly important are data on the needs and expectations of users, 
characteristics of products and services, employee engagement, costs and finan- 
cial flows, results achieved compared to plans and competition. 

Mutually beneficial relationships with suppliers increase the ability of the 
organization and its partners to create value. Also, the development of relation- 
ships with suppliers increases opportunities for quality improvement. In order to 
improve relations with its and to achieve a higher level of quality, organizations 
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should undertake the following activities: optimize the number of suppliers, 
evaluate, rank and select suppliers according to the most important criteria, to 
establish a dialogue with suppliers, to constantly monitor the performance of 
suppliers, to cooperate with suppliers in planning, design and development, 
knowledge transfer and other areas and to evaluate and support supplier efforts 
to improve performance. 


Continuous Improvement Processes (CIP) 


The transition of a company requires a change in the culture of the organi- 
zation. It can be performed in two phases: process management as first phase 
and strategic management as second. The process of enterprise transition, like 
any other process, requires determination, perseverance, patience and time. De- 
pending on the level at which the company is located, this can take several years, 
and most often from 1 to 3 years. Activities begin with perceiving the present 
situation: “present status”, then creating a vision of the “desirable situation”, and 
then implementing the adopted strategy, planning measures and goals. 

The modern age has brought technological progress towards a qualitative 
leap and informatization that has all the characteristics of a new industrial and 
social revolution (Dokovié, Milunovié, Celik, 2016). Such ideas firmly rely on 
business intuition, readiness for market struggle and inserting innovations on the 
market in a new or different way, and through business entrepreneurial ideas 
created on those innovations (Dokovic¢, Pavicevic, Celik, 2014). The develop- 
ment of entrepreneurship in the information-communication direction is defi- 
nitely stimulated by new economic tendencies, on which the paradigms of com- 
petitiveness and peculiarities of modern entrepreneurs have developed. Some of 
these paradigms are the creation of specialized teams, ie small and flexible com- 
panies, networking and coordination of teams using information and communi- 
cation technology, reducing hierarchical levels and democratization in business 
decision making, as well as increasing employee autonomy and decision making 
processes (Dokovi¢, Milunovié, Celik, 2016).The times we live in have brought 
many more changes than 100 years ago. The world has become a global rural 
community, communications have made it possible to bridge tens of thousands 
of kilometers online. The world has entered the third era - the era of knowledge. 
It is much better to approach the change that is guided by the vision of the com- 
pany, and not by the depth of the crisis in which the company finds itself in. 

Changing the culture of an organization happens through education. New 
skills, at a higher level are necessary, abandoning old useless ways of thinking. 
The hardest part is changing people's behavior. CIP (continuous improvement 
processes) are not a matter of teaching about something new, the most important 
thing about teaching for the company is to learn to forget things that have not 
been applied for a long time or have proven to be wrong and unnecessary. Com- 
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pany culture is achieved by defining the practice and logging the activities that 
employees perform. Improvements make it easier to reduce costs by at least 10% 
than to increase company revenue by 5%. 


In 1949, Japan had its economic crisis and emerged victorious from it as 
one of the leading economic countries. It is referred to as the “economic miracle” 
using the method of continuous improvement (CIP) known as KAIZEN and later 
the LEAN method. 

Continuous improvement processes (CIP) do not require spending a lot of 
money. Every company has certain resources such as people, equipment, tech- 
nology and market. The CIP approach implies better use of available resources, 
and above all better use of knowledge, skills and abilities of employed people. 
This characteristic of the process of constant improvement (CIP) can be ex- 
pressed through the Japanese proverb: “If you don't have money, use your brain. 
If you don't have a brain, get out of here”. 


Implementation of TQM 


The implementation of TQM represents a strategic change in the organiza- 
tion. The significance and role of this process is indisputable and has been con- 
firmed several times in both theoretical and empirical research. TQM always 
works if properly implemented. The transition from the conventional manage- 
ment model to TQM is a huge challenge for organizations. Most authors agree 
that it takes 3 to 5 years to build a TQM system in an organization. 

TQM implementation considers following approaches: introduction of cer- 
tain TQM Elements into the organization (The TQM Element Approach), build- 
ing a quality system according to the recommendations of experts (The Guru 
Approach), meeting the criteria of some of the prestigious awards for quality 
(The Prize Criteria Approach) and developing your own model for implementa- 
tion. 


Conclusion 


Only by objectively reviewing the current state of its imperfections, study- 
ing development trends in the world in all areas of interest to the organization, 
professional analysis and application of the right solutions in time and suffi- 
ciently, the organization can count on inclusion in demanding world markets and 
survive on these markets. These activities must be permanent, to constantly 
learn, to work as a team, and especially to develop a culture of quality, because it 
is the most influential factor in all activities. All this is possible by applying 
modern quality management systems and their integration into one whole, and 
the constant improvement of all factors that have an impact on the business of 
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the organization. If such a practice were truly introduced in an organization, no 
doubt, it would give multiple benefits to that organization. 

Integrated management system, practically represents the extension of the 
concept of quality management system to all other listed partial management 
systems in the organization (standardized and non-standardized) and their inte- 
gration. It is today a generally accepted model of corporate governance in the 
business system. 

The standardization of business in our country is noticeable, but still insuf- 
ficient. Achieving business excellence through the development of the TQM 
concept is a time consuming process and still insufficiently known to domestic 
companies. However, implementation of integrated management system pro- 
vides a reduction in the time required for achieving organizational excellence 
and its results. That is exactly what we need to do focused on domestic enter- 
prises. However, although most companies have one certificate, a large number 
of them believe that it is not necessary to upgrade the existing system yet by 
some standard in the enterprise. 
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